The mission of Licensing and Certification (L&C) is to promote high quality medical care in community settings and facilities throughout California. L&C is responsible for inspecting and licensing health care facilities for compliance with state and federal laws and regulations. This fact sheet directs you to L&C District Offices and the counties that they serve. The counties, addresses, and phone numbers of all district offices are listed on this fact sheet. To file a complaint or find out further information on a f acility, you may call or write the L&C District Office nearest you. 
Surveyors' Jobs
L&C surveyors are responsible for enforcing the federal and state laws concerning health care in nursing homes. These laws promote quality care, ensure that your rights as a resident are respected, and set minimum standards for every department in the facility. The surveyors do their jobs by visiting your nursing home and determining whether it is following the regulations. Routine inspections take place annually and usually last for several days. If problem s with care are found, surveyors will notif y the nursing home and require the problems to be corrected. Surveyors m ay also visit a nursing home in response to a specific complaint. Complaint investigations may take from a few hour s to several days. You will be able to easil y identify state surveyors visiting your nursing home because they will be wearing identification badges clearly marked with their names and "California Department of Public Health."
Surveyors use the following methods to evaluate the quality of care you are receiving:
T Interview you or other residents and family members.
T Review your medicalrecords.
T Observe staff members as they provide care or do their jobs.
T Observe staff giving treatments.
T Interview staff members.
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How State Health Workers Protect You (continued)
T Inspect the building inside and outside.
T Inspect the kitchen and observe the preparation of a meal.
T Observe a licensed nurse passing routine medications.
You may see a surveyor speaking to staff members, visitors, or simply observing.
One of the best ways for a surveyor to determine the quality of care you are receiving is to interview residents and family members or to observe care that you may receive.
Residents who are able to describe the care they are receiving are very important to the survey process.
What You Should Know About Interviews
Surveyors select several residents to talk with in depth to learn about the care and services residents are receiving in the nursing home. The purpose of the interviews is to help surveyors understand, from the residents' point of view, what life is like in the nursing home. If you are selected to be interviewed consider this an opportunity to share your experiences and thoughts about the facility. You may refuse to be interviewed, or you may ask the surveyor to come back at a more convenient time. If you are interviewed, no one can be present at the interview without your permission. You may also be asked to participate in an interview with a group of other residents. If you are not asked to participate in an interview (either alone or in a group), you may talk to surveyors at any time if you have information you would like to share with them. Family members also participate in separate interviews.
Tell the surveyor about your good experiences you have at the facility, as well as about any problems you have in the facility. Try to give as much detail as possible. You may want to ask the surveyor to come back later or the next day so that if you remember something after your interview is over, you will be able to tell the surveyor at the later time.
Conclusion
You may always speak to a surveyor if you have something that you want to tell him or her. If you see surveyors in the nursing home, you may ask to speak to one at any time. Interviewing you and/or other residents and observing the care you are receiving are important parts of the survey process.
Continued
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You also have the right to know the For additional information, contact the outcome of surveys and complaint California Department of Public Health, investigations. The nursing home is Licensing and Certification, District required to post for public view the report Office or the Ombudsman Program in of its most recent survey.
your county. The telephone numbers for both agencies are posted in your nursing home.
Licensing and Certification District Offices:
(https://www.cdph.ca.gov/Programs/CHCQ/LCP/Pages/DistrictOffices.aspx)
Nursing Home Residents' Rights How to Choose a Nursing Home
Selecting a nursing home for you, a loved one, or a friend is an important and often difficult decision. Ideally, you will have the time to gather the many facts you'll need to make that decision.
Unfortunately, that decision is often made in a crisis atmosphere, when a person is about to leave the hospital or after a serious illness or operation.
Finding the right nursing home is all-important to you or your loved one's well-being. The nursing home selected will be the person's home for the duration of his or her stay, and sometimes for the remainder of a person's life. A careful search for a nursing home will prevent future problems. This fact sheet is intended to give you some guidelines in selecting the most appropriate nursing home for you or your loved one.
Advance Planning
Here are some things you can do in advance that will help you in the selection of a nursing home for yourself or a family member: It is best to make a n appointment with the administrator, director of nursing, and social services director. Take along a list of questions to as k during the v isit.
T If possible, pick a location close to home and relatives or friends.
Visiting a nursing home
Here are some things to consider when visiting nursing homes: T Evaluate the quality of the care and the c oncern f or the residents you see.
The staff should show a true interest in and affection for the individual residents.
T Ask how many residents, on average, each nurse aide or direct care nurse is assigned to.
T Ask the dietician at the nursing home for a list of menus for the month, and ask to taste a s ample of the f ood being served. Also inquire about how special diets are handled.
T Ask about access to emergency care, dentists, and eye doctors.
T Make sure the special services you may require are offered and available to you or your family member. A resident who recently had a hip replacement will need physical therapy, while a resident with Alzheimer's disease may need extra guidance by the staff to ensure that the resident does not wander away from the nursing home.
Remember
State law requires every nursing home to make blank copies of their admission contract available to the public at a cost. Before you sign a contract with a nursing home, carefully review the entire document. 
If the problem is a personal or family concern:
T You may ask a staff member to suggest someone for you to talk with or to help you call someone of your choosing.
T You may ask the nursing home's social worker to help you or to refer you to an appropriate social services agency.
T You may ask the long-term care ombudsman if he or she has any suggestions to assist you.
If the problem is related to your medical condition:
T You may talk with the charge nurse on your unit or the director of nursing.
T You may call your physician and discuss the problem with him/her.
If the problem concerns the nursing home:
T You may talk with the Resident Council in your nursing home.
T You may speak with a staff person youtrustorthefacilityadministrator.
T You may discuss it with the long-term care ombudsman. At times throughout your day you may require help to perform daily activities, to move from place to place, to have basic medical or other needs met, or to signal staff for any other type of request.
Your nursing home must:
T Provide a nurse call system in all resident rooms and toilet and bathing facilities so that you can alert the staff any time you need help.
T Ensure that you can use the call system by placing a call cord, button, or some other aid within your reach.
T Respond to your call in a timely manner. If staff cannot help you immediately, they should explain the reason to you and set a time to return to help you.
T Respond to calls in acourteous manner.
T Attempt to anticipate your needs by placing items within your reach, etc. 
Nursing Home Residents' Rights Your Right to be Informed of Charges
When you live in a nursing home, you have the right to be told about the cost of room, board, care, and any other services that you may receive. Nursing homes usually charge a daily rate.
Specifically, the nursing home will inform you about:
T What Medi-Cal will pay for if you are eligible.
T What Medi-Cal will not pay for, and the cost of those items or services.
T What care and services are included in the daily rate.
T What other services are available and what the charges are for these other services or items.
T Applying for Medicare and/or Medi-Cal benefits. If you are married and your spouse is at home, the nursing home must give you written information about standards for Medi-Cal eligibility.
T Using Medicare and/orMedi-Cal benefits.
T Any charges made for the items and services available in your nursing home and their new charges. This includes items and services in your daily rate and those that are available at an additional charge.
T The nursing home must give a 30-day notice prior to raising your daily room rate or charges for other services.
T The limitation which prevents the nursing home from charging you for items or services for which payment is made under Medicare or Medi-Cal.
T Your right not to be charged for an item or service you did not request. The nursing home should tell you the cost of an item or service when you request it.
For additional information, you may discuss your rights with the staff in your nursing home, or contact the Department of Public Health, Licensing and Certification, District Office, or the Ombudsman Program in your county. The telephone numbers for both agencies are posted in your nursing home. 
Your nursing home protectsthis right by:
T Inviting you to participate in planning scheduled activities.
T Listening to your opinions and planning activities that are of interest to you.
T Offering a variety of activities at times convenient to you and the other residents in your nursing home. Activities should take place at different times throughout the day (morning, afternoon, evenings and weekends).
T Informing you of all planned activities in the nursing home so you can select those activities that are appropriate, meet the objectives in your plan of care, and are of interest to you.
T Helping you with arrangements to leave the facility when you want to participate in an activity outside of your nursing home.
Your nursing home must provide you with an ongoing program of activities. This activities program should be designed to meet your interests and enhance your physical, mental, and social well-being. 
Choice in Schedules and Services
Some questions that your doctor should answer are:
T What is the nature of the illness for which the treatment is being suggested?
T What procedures are to be used? For how long? How often?
T What are the risks of the procedures?
T What is the expected amount of improvement or decline (temporary or permanent) with the proposed treatment?
T What kind of side effects should you expect? How long will they last? How likely are they to occur?
T Are there any alternative treatments? Why is your doctor recommending this one?
T What are the risks and benefits of the suggested alternatives?
Remember:
You have the right to accept or refuse treatment, and if you accept, you have the right to change your mind for any reason at any time.
Your decision about the proposed treatment will be recorded in your health record. 
What is "Resident Assessment?"
Resident Assessment is a process by which nursing home staff identifies your health care needs, daily schedules and habits, and likes and dislikes. The process begins either before or at the time that you enter a nursing home, and must be completed within 14 days of your admission. Nurses and other staff gather information from you, your physician, and your family so they can determine your current condition. This history-taking and examination process helps staff members understand your current health condition so they can help you live your life at your highest possible level of functioning.
What does the nursing home do with the information?
After staff members complete the resident assessment process, they use the confidential information to develop a plan for your care. This is referred to as a "care plan." The care planning conference occurs when you and your family meet with nursing staff and other specialists to develop a plan which sets measurable goals and recommends any necessary medical treatments to meet your needs. You and/or your family or representative are an important part of this process. Your nursing home must invite you and encourage you to be involved in the care planning process. You and/or your family or representative has the right to make choices about the care and treatment you receive, and may access your medical record if you desire.
Resident Assessment and Care Planning (continued)
For example:
T Facility staff should tell you about your medical condition and if a change occurs.
T You should be invited to attend those meetings where staff members will be discussing what they are planning to do to help you.
T The nursing home must ask what your preferences are.
T When you receive care, you must be told how the treatment will affect your condition.
T If you take medications, you must be informed about what medications you receive, why you receive them, and what their likely side effects are.
T If something is not going well for you in the nursing home, the staff should work with you to make changes in your care plan.
T You must be given the opportunity to discuss any problems at group meetings involving other residents without facility staff present unless the residents invite them.
What if my condition changes?
Your nursing home is required to review your overall health condition every three months (called the "quarterly assessment") and revise the assessment and care plan accordingly. If your condition changes more frequently, they must discuss this with you and adjust the plan of care to meet your changing needs. Examples of possible changes in one's condition could include the development of a pressure sore, depression, unintentional weight loss, or any other change that does not allow you to function at your maximum potential. 
Staff will protect your privacy by:
T Announcing themselves orknocking on the door before entering your room or going behind the privacy curtain.
T Closing the door to your room and pulling the privacy curtain when providing or assisting you with personal care.
T Providing personal carein a manner so that others do not view your unclothed body.
T Assuring privacy and safety while you are using the toilet.
T Transporting you to the bathing facilities in such a manner that you are not exposed.
T Assuring privacy and safety while you are bathing.
T Assuring privacy of your health and financial records, except when those records are needed by another health facility when you transfer or when the release of those records is required by law.
These guidelines are intended to both protect your personal privacy and provide for your safety while you are receiving or completing personal care.
For additional information about your right to personal privacy, you may contact the Department of Public Health, Licensing and Certification, District Office or the Ombudsman Program in your county. The telephone numbers for both agencies are posted in your nursing home.
Nursing Home Residents' Rights Safeguarding of Personal Funds
You have the right to handle your own financial affairs while you are in a nursing home. However, if you wish, you may request that the nursing home handle some or all of your money for your personal use. This allows you to have some cash or spending money when you request it.
If you request in writing that the nursing home handle some or all of your personal funds, you should know that:
T The nursing home may not refuse to handle your money.
T The nursing home cannot force you to have them act as your payee.
T You should be able to withdraw cash within a reasonable period of time.
T You will receive a quarterly statement concerning any money handled by your nursing home, and you or your representative may request a statement at any other time.
T If your source of payment in the nursing home is Medi-Cal reimbursements, and your nursing home handles more than $50 of your money, it must be placed in an interest bearing account, separate from the facility's money. If your source of payment is Medicare, your nursing home must deposit any funds in excess of $100 into an interest bearing account, separate from the facility's money. Any interest earned will be credited to your account. If the nursing home handles less than the amount they are required to deposit for you, the home is not required to, but has the option of placing the money in an interest bearing account.
If it does, any interest earned will be credited to your account.
T If you are on Medi-Cal, you will receive notice when the account reaches $200 less than the SSI limit for one person.
T All of your money and valuables must be surrendered to you within three normal banking days of your discharge.
T No owner, staff member, or representative of a public agency working in the nursing home, or their immediate family members, may purchase or receive from you any item that is worth more than $100 dollars, unless the transaction is made in the presence of an ombudsman.
For additional information, you may discuss your rights with the staff in your 
Visitors
If married, you have the right to be assured privacy for visits by your spouse. If both you and your spouse are residents in the nursing home, you have the right to share a room.
The right to privacy when visiting does not require the nursing home to provide private rooms for everyone. Because not everyone has a private room, it is necessary to be flexible so roommates may have a quiet place to rest, sleep, or receive treatment. The staff in your home will help you find a private place for visiting. unreasonable limitations on visiting hours, and may not limit visits from certain individuals. All court orders regarding visitor limitations will be honored. The nursing home should work with all residents to accommodate their needs while protecting the privacy of others who live there.
Phone Calls
As a resident in a nursing home, you have the right to have access to a telephone. Telephones for residents to use should be:
T Located in an area where your conversation will not be overheard.
T Easy to reach for those residents in wheelchairs.
T Adapted for use by the hearing impaired.
This right does not mean that your nursing home must provide you with a private phone or that it must pay for your long distance phone calls.
Mail
You also have the right to send mail and receive mail that is unopened. 
Physical Abuse
Includes hitting, striking, pinching, slapping, shaking, pushing, grabbing, handling in a rough manner, or injuring someone in another way. It also includes prolonged, excessive, inappropriate, or unauthorized use of physical restraints or drugs used to control your behavior.
Verbal Abuse
Includes name calling, yelling, swearing, frightening, belittling, intimidating, or threatening someone.
Sexual Abuse
Includes sexual contact, sexual harassment, sexual coercion, and sexual assault. There should never be sexual contact between a staff member and residents.
Emotional Abuse
Includes belittling, causing fear or shame, threatening to punish residents for their behavior, threat of eviction, or encouraging a resident to pay for favors or attention. It may also include encouraging you to purchase gifts that you do not want to buy.
Financial Abuse
Includes theft of property or money and misappropriation of personal funds, such as charging for items of service included in the daily rate or for items or services you did not request.
Neglect
Includes being ignored or being treated with indifference, not receiving basic medical or personal care (such as assistance with personal hygiene, adequate food, liquids, shelter, and clothing) and protection from health and safety hazards.
Isolation
Includes involuntary seclusion, being prevented from meeting with visitors, or not having privacy with regards to telephone calls or mail. 
Treatment and Care Issues
Did you know that you have the right to:
T Be involved in planning your care and treatment. You can make informed decisions regarding your food, including your therapeutic diet.
T Be allowed to make informed decisions regarding the texture of food (soft, chopped, or pureed/blended).
T Be told in advance and be involved regarding any changes in your diet.
T Participate in planning yourtreatment for weight maintenance, weight loss, or weight gain.
T Develop advance health care directives stating whether or not you want tube feeding and intravenous (I.V.) therapy, if unable to eat.
The United States is made up of people from all over the world and food plays an important role in each of these cultures. How it is prepared, when it is prepared and how it is eaten, are all important. The facility should recognize the fact that individuals have different preferences and add more variety to food choices.
Meals
T Choose when and where to eat in the facility, and whether or not you want to eat with others, or by yourself.
T Be served in a reasonable period of time after being seated at the dining table.
T Be allowed to receive gifts of food, according to facility policy.
T Be served meals at the same time as your table companions or roommate.
What You Should Know About Food, Eating, and Nutrition Care in a Nursing Home (continued)
Facility Requirements
It is the facility's responsibility to:
T Serve nutritious foods you like within your preferences, which include your cultural and religious preferences.
T Serve you foods that are nutritious, tasty, attractive, and prepared at the proper temperature.
T Provide preferred food items, such as shelled eggs, that have been technologically altered to meet food safety standards.
T Serve you meals in a timely manner, and provide prompt, courteous assistance with eating.
T Provide specialized dinnerware and eating utensils, which are specifically designed to meet your special needs.
T Provide a dining room that is comfortable, cheery, home-like, and safe, and promotes a social atmosphere.
T Provide another food that is equally nutritious if you do not like the food listed on the menu.
T Offer you a bedtime snack each night.
Every nursing home must provide meals that meet daily and special dietary needs of each resident. All diets must be prescribed by your attending doctor. 
What about health care choices and decisions?
You have the right to:
T Choose a personalattending physician.
T Be fully informed of your total health status. This includes your medical condition, opportunities for restoring you to your former level of fitness, your ability to carry out daily living tasks, and all other aspects of care you are receiving. This information must be presented in a language you can understand.
T Receive all information you need to know in order to make a decision about your care and treatment. 
How long is an AHCD valid?
A written AHCD is valid forever unless you revoke it or state on the form a
Nursing Home Residents' Rights Your Right to be Free from Restraints
As a resident in a nursing home, you have the right to be free from physical and chemical restraints when you decline their use or placement. Your nursing home must ensure that this right is not violated and must obtain informed consent for their use.
What isa physical restraint?
A physical restraint is anything that is attached to or placed next to your body that limits your movement or access to your body. Physical restraints include leg or arm restraints, hand mitts, vests, cloth ties, wheelchair safety bars, or anything else that prevents you from moving around. Other ways to restrain you are moving your wheelchair against a wall so that you cannot move, using a bedrail to prevent you from getting out of bed, or tucking in a bed sheet so tightly that you cannot move.
What is a chemical restraint?
A chemical restraint is any drug that is used for discipline or convenience and is not required to treat medical symptoms.
When may a restraint be used?
A restraint may only be used to treat your medical symptoms and only if the restraint will assist you in reaching your highest possible functioning. Before using restraints, your nursing home must try other methods of care that are not restraints.
The need for restraints is discussed with your doctor and they must write an order for the restraint, and describe the symptoms that the restraint is being ordered to address. Your doctor must also write in your medical records the duration and circumstances under which the restraints are to be used.
If your nursing home tells you that your doctor ordered chemical or physical restraints to be used, before your doctor can do this he or she must first give you enough information to help you decide whether or not you want the drug or physical restraint.
If you do not have the ability to understand the information given about the proposed drug or physical restraint, the information must be provided to your representative. Your representative may be a relative, a court appointed conservator, a person you have chosen through an Advance Health Care Directive, or some other representative chosen by you, within the law.
Your Right to be Free from Restraints (continued)
If restraints are necessary and if you agree to use them, your nursing home must use the least confining restraint possible. Your nursing home must also take steps to try to reduce or eliminate your need for restraints at all.
Except for limited periods of time in cases of emergency, where you are in danger of harming yourself or others, the nursing staff cannot give you a drug or apply a physical restraint unless you or your representative, if you are unable, gives permission in advance for their use.
Some questions that your doctor should answer:
T What is the reason for the proposed restraint? What medical symptom is it treating?
T Can the medical problem be treated without using a restraint? Has the facility attempted to use an alternative to a restraint?
T What procedures are being used? For how long? How often? Is the restraint the least confining restraint possible?
T What are the risks and benefits of the restraint as compared to being without the restraint?
T What other options do you have and why is your doctor recommending this one?
Remember:
It is important for you to remember that you have the right to agree to or refuse the restraints, and if you accept, you have the right to change your mind for any reason at any time.
If you are being restrained and believe that you have not been provided enough information about restraints, you should speak with your doctor or the nursing staff about your concerns. If you are not satisfied with their response or do not feel comfortable talking with them about your problem, contact the Department of Public Health, Licensing and Certification, District Office in your area or the Ombudsman Program. The telephone numbers for both agencies are posted in your nursing home.
